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STATE OF WASHINGTON 

OFFICE OF THE DEAF AND HARD OF HEARING 
DEPARTMENT OF SOCIAL AND HEALTH SERVICES 

June 29,2005 

JUL 1 - 7.005 

ET FILE 

Marlene H. Dortch 
Ofice of the Secretary 
Federal Communications Commission 
445 12'h Street, SW, Room TW-B204 
Washington, DC 20554 

RE: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for 
Individuals with Hearing and Speech Disabilities, CG Docket 03-123. 

Dear Ms. Dortch: 

As mandated by the Federal Communications Commission (FCC), the Ofice of the Deaf and 
Hard of Hearing (ODHH) has reviewed documentation provided by HandsOn Video Relay 
Services, Inc., (HOVRS) that attests to HOVRS' compliance with FCC mandatory minimum 
performance standards for VRS. ODHH has also reviewed the log of HOVRS' consumer 
complaints that allege a violation of the federal minimum standards for Telecommunications 
Relay Services as applicable to VRS. ODHH finds the information satisfactory for purposes 
required by the FCC for filing under FCC Rule Section 64.604 and CG Docket 03-123. ODHH is 
providing you with a compliance report, consumer complaint log and summary to file with the 
FCC. Enclosed please find the annual complaint log for the State of Washington and a 
summary, which indicates the number of complaints, received by ODHH ending May 31,2005. 

Should you have any questions concerning this summary or report log, please contact our 
designated FCC contact person, Robert Lichtenberg. at (360) 902-BOO0 TTYN. 

Best Regards, 

. . ,? 

Robert Lichtenberg 
Washington State Relay Administrator 

Enclosures: 
1) HOVRS Certification to ODHH of Compliance with FCC Rule Section 64.604 
2) Annual Log of Consumer Complaints for period of June 1,2004 - May 31,2005 
3) Annual Summary Report for period of June 1,2004 - May 31,2005 
4) 3.5 diskette with files in Word doc format 

cc: Tim Brown, DSHSlHRSA 
Eric Raff, ODHH 
Robert Shirley, WUTC 
Ron Obray. HOVRS 
Dana Jackson, FCC 
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OFFICE OF THE DEAF AND HARD OF HEARING 
Olympia, Washington 

HANDS ON VIDEO RELAY SERVICES, INC. CERTIFICATION TO THE OFFICE OF 
DEAF AND HARD OF HEARING OF COMPLIANCE WITH FCC RULE SECTION 

64.604’s REQUIREMENTS FOR PAYMENT FROM THE INTERSTATE TRS FUND 

Hands On VideoRelay Services, Inc. (“Hands On”), submits this certification of compliance with 

the requirements of FCC Rule Section 64.604 to receive reimbursement from the Interstate 

TelecommunicationsRelay Service (‘TRS’)Fund as aprovider of Video Relay Services (“VRS”) to the 

Office of the Deaf and Hard of Hearing (“ODHH”) of the State of Washington 

I. Hands On. 

Hands On is a Californiacorporation with its headquarters at 595 Menlo Drive, Rocklin, CA 

95765-3708. Hands On operates VRS call centers at theRocklin location andin the citiesof Oakland, 

CA.,Temecula,CA,andVancouver, WA. TheODHHisinvitedto touranyandall of thecompany’scall 

centers. 

11. Hands On’s Video Relay Service. 

Hands On provides VRS via acombination of lntemet Protocol and the public switched network 

(“PSTN”) toallow deaf, hardofhenringandspeechimpairedindividualstoplaceandreceivetelephone 

calls in a manner functionally equivalent to telephone service provided hearing persons. A typical call 

operates as follows: a deaf or hardof henringindividual will access one of theHands On Relay Centers 

via thehtemeton hisorherpersonal computerequipped with avideocameraorviaavideo-phonedevice 

such astheDlink 1000videophone. Inorderforthevideo portion ofthelinktofunctionproperlythe 

connectionmust beahigh speeddatalineof 128 kBsor higher. Thedeaf or hardof hearingindividual will 



-2- 

be connected via two-way video link with one of Hands On's Communications Assistants ("Video 

Interpreter" or"V1") who will communicate through American Sign Language (or a variant thereof) 

(''ASL") with the hearinguser.TheVI will then placealandline telephonecall to thecalledpady and then 

translate ASL to voice and vice versa to allow the parties to converse in a functionally equivalent manner 

to a telephone conversation between hearing persons. 

HandsOn hasalsodevelopedthecapabilitytoallow hearingpersons toplacecalls todeaf and 

hrudof hearingpersons. Hearingpersons contact the call centers viaatoll freenumber. provide contact 

information for the deaf or hard of hearing person to the VI, and are connected to the call party. 

Conversation then ensues just as with a deaf or hard of hearing person initiated call. 

A. Overview of teclinical facilities. 

Since 2000, Hands On has been developing an affordable video technology network that will 

enhance the lives of the deaf and hard of hearing by delivering to their desk top, in their homes or 

businesses, a professional ASL trained interpreter. With the use of the Internet, video compression, 

hardware and software, Hands On has developed a service to take its core competency, sign language 

interpretingtoanydeaforhardofhearingperson withaPC(inc1udingboth windowsbasedPCsand Apple 

MacIntosh) and camera or video-phone and a high speed data line. Hand On's video network 

incorporates redundancy in its hardware, software and Internet provider to ensure reliable and continuous 

service. 

B. High Speed Internet. 

Handson's call centers areequipped with redundant high speedhternet lines (usually DS-3s) to 

facilitatemultipIevideocallssimultaneously.These high speedhtemet lines coupled with Hands On's use 
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of enhancedvideocompression,provideadesign specificationof 20framespersecond(FPS)orhigher 

for video calls. 

C. Database Driven ReportdCall Tracking. 

Toaccurately trackcallsforbilling,expansion andqualitycontro1,Hands On hasdevelopeda 

proprietary automated database software system. This software allows supervisory personnel to track calls 

in a vaiiety of ways. They include: 

1. Length of calls. 

2. 

3., 

4. Number of dropped calls. 

5.  Number of unanswered calls. 

6. Answer speed. 

Number of calls at any given hour of the day, week or month. 

Number of calls holding for more than 10 seconds, 30 seconds and so on. 

Thecall ttackingsofhvare is the key toeffectiveandefficient resourceallocation. Measured usage trends 

demonstrate system busy hours (and days) and thus allow for optimum coverage by the VIS. On a longer 

term basis the call trackingprovides guidance on the necessity for system upgrades of incoming and 

outgoing lines, additional workstation, orcallcenterconstruction. Thus, Hands On’scall tracking ability 

allows management to maintain quality service and facilitate service improvement. 

D. Call Center. 

TheVRS Cali Centers are designed to incorporate thelatest technological advancements. Back 

up systems are employed to protect critical circuits. Private cubicles and recreation rooms are deployed 

toensureVIretenlion. Each videointetpreterworkstation is modeled with theprivacyofthecustomerand 
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thevideointerpreter in mind. Each WOI kstation isconfigured tominimizeambient noiseandtopromote 

theprivacyofthevideorelaycall. Each workstationconsistsofahighendPCcomputerrunningWindows 

XPPro,capturingvideoat upto 30fps Each videocamerais mountedon aflexible armatopaheight- 

adjustable desk with ergonomic chairs and keyboard trays to provide the ideal posture for a video 

interpreter The stations utilizeexternal LCD monitors between thesizes of 17 and 19 inches, and in some 

instances mn aMacintosh computer in the background, sharing thesamecommon monitor, keyboard, and 

mouse. Each stalion has batteiybacked up forupto lominutes toensurecallsarecompletedin theevent 

of a power outage. 

E. Video Laboratory. 

HandsOn hasdesignedaVideoLaboratoryto test new technologypriortointroductioninto the 

Relay Center environment 

III. Hands On is a qicalified VRS provider. 

FCC Rule Section 64.W(c)(iii)(5)0 sets forth eligibility criteria for receivingpayments from the 

TRS Fund as follows: 

I TRS facilities operated under contract with andoi by certified state TRS programs 

pursuant to $64 605; or 

TRS facilities owned by or operated under contract with a common carrier providing 

interstate services operated pursuant to 564.604; or 

Interstate common carriers offering TRS pursuant to 564.604. 

2. 

3. 
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The first category of eligible providers requires that they operate under contract with 01 be 

associated with a state TRS program certified by the FCC, $64.605 sets forth the requirements for 

certification. Hands On meets this requirement through its ageement with theStateofWashington’sTRS 

program HandsOn willshow below thatitmeetstheminimumunwaivedstandardsofFCCRule(j64.~ 

Hands On is also a certified resale carrier in the State of California 

A. Hands On rneets all the rninir~irlrrm operational and techriical standards set forth 
in $64.604. 

HandOn meetsall minimumstandardsspecified in $64.G04that havenotbeen waivedforthe 

provision of VRS service. 

1. Corrrrrzrinications Assistants (“Video Interpreters”). 

Hands On’s VideoInterpreters have sufficient ttaining to meet the specializedcommunications 

needsofdeaf,hardofhearing,andsph impairedindividuals. Hands Onisinauniqueposition toattract 

and hire the best qualified interpreters in the field because for the past 13 years Hands On has been 

providinginterpretingservicesfordeafandhardof hearingpeopleliving in theSanFnnciscoBay Areaand 

theSacnmentoValley, and has in the past eight yearsexpandedits presence nationwide.. HandsOn thus 

has theexperienceandexpertiseneeded to attract and hirequalifiedinterpreters to ptovidedeaf and hard 

of hearing persons quality VRS. 

Hands On attractsqualifiedvideointerpreters by offering an excellent benefits package, attractive 

salaries, and screening candidates through a well designed interviewing process. Applicants are required 

toholdacumntcertification,RID: CSC/CI.CT;orNADlevelTVN. Asaresultofitsexistingiineof 

businessofprovidingASLtranslationservices,HandsOn hasanatural recruitment resourceforitsVIs. 
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Currently,HandsOn maintainsadatabaseof morethan600ASLinterpretersresidingmostlyin thestate 

of California. Hands Ondraws from this base to Fulfill itsneedsforVk, as well asutilizingothermmitment 

sources. 

Hands On's VRS interpreters are able to interpret effectively, accurately and impartially, both 

meptively andexpressively, usinganynecessPlyspecializedvocabularyas required by FCC RuleSeclion 

64.604. VRS interpreter candidates for their second interview are required to submit to a skills 

assessment. Theapplicantis askedaseriesofquestionsusingavideo workstationsimilar tothe one he 

orshe wouidbeusingif hired. This typeofinterview allowsHandsOn to accuratelyjudgethevideorelay 

skills of the interpreter being interviewed. Hands On prefers to hire individuals with at least three months 

of prior experience in video relay or video based interpreting. 

Hands On believes that attracting and hiringqualifiedinterprete~s is only the beginning. It is 

dedicated tomaintainingthehighestlevel ofservice. TodosoHandsOn tries tokeepemployeeturnover 

to nminimum. It believes this can best be achieved through on going training and focus on employee 

morale. Althoughcontinuingeducation is arequirement forcertification,HandsOn is dedicatedtofostering 

a company philosophy that promotes continual improvement. 

Initial trainingisprovidedallnew employeesduringthefirst twoweeks ofemployment. During 

orientation to thecompany, all benefits areexplained in detail andnecessaryforms completed and signed. 

Theemployee's health and safetyis apriority as such employeesreceivetroiningin ergonomics and how 

toprevent injury. All interpreters are trainedon call processes,policies andprocedures as well ascultural 

diversity. Employees are allowed to learn and practice handling video relay calls in a safe training 
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environment. Onceanemployee hascompleted theinitial trainingheorshe workscloselywith amole 

experiencedemployee. Forthe first week while handling actual relay calls, thenew hire will WOI kside by 

side with a trained team member befoie handling calls on his or her own. 

On going training is provided as new software releases and hardware improvements are developed 

and implemented. As individuals, employees, and the company continue to strive for excellence Hands On 

seeks out beneficial training opportunities for its employees which include professional development and 

deaf culture training 

HandsOn alsoconcentiatesonemployeemoraletoretain trainedinterpreters. SinceVideoRelay 

Interpreters workin acallcenter environment, VRS callcentersareaccessib1e;desi~edand built with 

a focuson safety and ergonomics. Work stalionsinclude adjustabledesks,ergonomic footrests andchairs. 

Employees’ cubicles have clear pass through panels to facilitate communication while not on calls. Due to 

the physical andmental demands ofintelpreting.emp1oyees rotate approximatelyevery twenty minutes, 

subject to thentlesconcemingin4l replacement of VIS, with a target occupancy level of between45 and 

50percent. Msaregiven two breaksduringthecourseof aneighthourshift,in addition toameal break 

In addition, the platform encompasses break alerts to ensure employees receive adequate rest after 20 

minutes of continuous interpreting. Break rooms provide employees a place to eat, recover and be 

entertained, providing high speed internet access and TV. Hot wax machines are also available so 

employees may protect themselves from repetitive motion injuries. 
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2. Conjidentialify and corrversation content. 

Company policy stresses that Communications Assistants arepmhibitedfmm disclosing thecontent 

of any relayed conversation regardless of content, except as authorized by Section 705 of the 

Communications Act. Norecordis keptofthecontents of communications handled. Likewise company 

policy forbids altering a relayed conversation and requires that conversations be relayed verbatim. 

3. Types of calls,. 

Handsondoesnot limitthetypeor length ofcalls,exceptwheretheFCC has inplaceawaiver 

allowingit todo so. therequirementtoprovide pay-per-call serviceis waivedforVRS. Thus.900and 

otherpayper callservicesarenotprovideddueto thedifficultyofbillingthecustomer. Handson provides 

long distance service for no charge to VRS callers. Types of calls for which the the FCC has granted 

waivers are discussed below. 

Operator assisted calk; Oillirig for lorig clisfaiice calls. Pursuant to existing waiver, VRS 

providersorenotrequiredto handleopentor assistedcallsandarenotrequiredto bill certain typesoflong 

distance calls to the end user.' See VRS Waiver Order, 17 FCC Rcd at 161. Hands On currently 

completes longdistancecallsat nocharge to theVRS user. Morever,incomingcolls to be routed todeaf 

or hard of hearing persons over the Internet come to Hands On via an 800 number at no charge to the 

callingparty. BytheverynatureofVRS,itisdifficultforHands On toknow whetheracallcomingto it 

is local, even if IP address data are available. 

FCC Rule Section 64.604(a)(3) requires TRS providers to complete all types of calls. I 
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Hands On completes calls via the most affordable method where appropriate. Hands On also 

handles41 1 infoimationcallsfor itscustomersat nochargetothem. Therefore,deaf and hardofhearing 

persons receive servicecomparable to the switched telephone network. Requiring VRS providers such 

asHandsOn to handleall operatorassistedcalls and tobill longdistancecalls toitsdeaf or hardofhearing 

useisis problematic. HandsOn doesnothave thebillingmechanismforthesecalls. Norpursuant to the 

FCC’sexistinginterpretation of what aiereasonablecosts,doesHandsOn have theresources todevote 

todevelopment of the billingmechanism. Completion of operatorassistedcalIs and billing for long distance 

calls is technicallypossible, but only through credit card billing, and as theFCC has acknowledged, using 

callingcards isnotaviablealternative. VRS Waiver Order, 17 FCCRcdat 161. Moreover,atpresent 

theHandsOnplatform isnot set uptoacceptcreditcard billing. Todoso wouldagainrequire research 

and development efforts to design software modifications which would tax its already overextended 

engineering staff. 

E q t d  access to iriferexchaiige carriers. Waiver of the equal access to interexchange carrier 

requirement has  been granted for several leasons. First, since the deaf to VIportion of a VRS call is 

carriedover thehernet, theVRS provider does notnecessarilyknow theinterexchangecanierofchoice 

oftheconsumersincetheconsumer’sidentitymaynotin fact be known.‘ Second,choiceofcanierisnot 

critical in theVRScontextsincethedeaforhardofhear~ngconsumer isnotpayingforcallcompletion. 

Third, with VRS still in its infancy, requiring VRS providers to route calls over a host of different 

interexchangecmiers wouldserve to unnecessarily increase thecosts of providing VRS serviceeven if it 

1 There is no qui rement  forregishation of VRS customers and any such requirement would 
raise privacy concerns. 
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were possible to charge actual long distance costs to the deaf 01 hard of hearing customers. Fourth, 

because a VRS provider maybe located in anolherstatefromthedeaf orhard of hearingconsumer,what 

maybealocalcallfor thedeafor hardofhearingpersonis likelyto bea tollcall fortheVRSprovider. 

Thus, theCommission concludedthat implementingcanerofchoiceforVRS is likely to lead toconfusion, 

increased complaints and unnecessary costs, without serving any appreciable public interest objective. 

900i1iriiibcrse,vicer. The FCC has waived the requirement for handling pay-per-call services, 

see FCC Rule Section 64.604(b)(6), due to the expected low demand for these types of calls and the 

burden this requirement would impose on startup VRS providers. VRS Wniver Order, 17 FCC Rcdat 

164. That waiver was recently extended to IP Relay providers at the request of Sprint. Sprint sought 

waiveron theground that900serviceprovidersrequiretheAMofthecallingparty. The ANIobviously 

cannot be provided in an IPRelaycontext for thesame reason itcannot beprovided for emergencycall 

handling. 

Cull reZease.Cal1 release is also waived for VRS. Call release would allow two VRS users to 

converse with one anotherafterHandsOn has set upthecall. Two VRS userscan now talk toone another 

withoutVRSiftheyhavevideoconferencingsoftware which iscompatible withoneanother. ForHands 

On to feature thisservicewouldrequireresearch anddevelopmentin anumberofareas. Theplatform's 

videosoftwarewould havetokmodifiedtoprovideasecondwindow sothevideointerpretercouldsign 

tomorethanoneperson atatime. In addition,ameansof translatingincompatiblevideoconferencing 

formats would have to be achieved. In addition, at least one VRS provider blocks its propiietary hardware 

andsoftwarc toprevent its VRS users from accessingotherVRS providers, so legal and technical means 

would have to be found to defeat this blocking in order to provide universal access. 
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771ree-wu)~caZliitg. The requirement to offerthree-way calling is currently waivedas well. Three- 

waycalling is currentlypossiblefrom oneVRS userto twoormore hearing users throughconference 

callingusingthe public switchedtelephonenehvork. Three-waycallingamonghvoVRS users andoneor 

morehearingusersisnotpossiblewithout additional research anddevelopmentand theaddition totheVRS 

platform of certain additional hardware. Hands On estimates the additional cost of the research and 

development and hardware would beapproximately$750,000. In addition to themodification to the 

platform video softwnre discussed above, users would need to have available video conferencing software 

withmultiplevideo windowsso that twoVRS userscouldseeeach otheras well as theinterpreter. Other 

platform related research and development efforts would need to be made. 

Hands On hasexperienceconductingaudioconferencecalls set upoveraconference bridgewhere 

each deaf person calls in using a separate VI. In Hands On's view that is a much more manageable 

situation at this point. Hands On is fully capable of offering that service. 

Speeddialbtg.. Hands On offers speed dialing through the personal phonebook feature on its 

platform. It therefore needs no waiver of this requirement. 

VCO-to-l7Y. HCO-to-TTY, VCO-to-VCO and HCO-HCO. Each of these types of calls are 

waived for VRS. VCO toTTY and HCO to TTY require the video interpreter to video interpret to adeaf, 

hardof hearing orspeech impairedindividual and simultaneously operate akeyboardto interpret to the 

TTY user. Though technically possible with certain modifications toHands On's platform, such acall 

requirestheVItoconducttwohandintensiveinterp~~ations. TheVIcannot sign andtypeat thesame 

time. HandsOn questions theutilityofsuchcallssince theywillbedisjointeddue to thetimenecessary to 

conduct separate transliterations using sign language and "Y. Moreover, the likelihoodofconfbsion on 
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thepartofVIsissubstantia1. Suchcallsarelikelytocausestrainandfatigue toaVI. A bettermeansof 

doing such a call -- to the extent there is any demand for them -- is for t he  VI to place the call to a text 

relayservicesolhat thetextrelayoperator can handletheTTY sideof thecall and theVIcan handle the 

VRS sideofthecall. Informaldiscussion with theFCCstaff has indicatedatleastsomequestion whether 

suchacall isacompensable relay call, however. Thus,FCCclarificationofthisrequirementisnecessary 

in the VRS context. 

VCO toVCOandHC0 toHCOcallsmayhavesomeof thesimilarproblemsifTTYsareused 

foronesideoftheconversation. TheVIcan interpret totheVRS userwhoisusingVC0, butwilllikely 

havedifficultytypingtheincomingvoicemessagefromVCOTPI’user. Similarly, with HCO toHC0,the 

interpretermustconcurrentlyreadthesigningof theVRS userandreadtheincomingtext of theTTY user. 

The interpreter cannot therefore pay attention to both ends of the conversation and is likely to miss 

significant portionsof theconversation. VCOtoVCOandHCO toHCOVRScallscouldbedonewith 

video conferencing software modifications similar to those discussed concemingthree-way calling. If the 

FCC were conclude that thereasonablecosts ofprovidingrelay includedresearch anddevelopment to 

meet waived standard, these software modifications could be undertaken. 

4. Einergeiicy calls. 

The Commission has waivedfor VRS andInternet Protocol baffic the requirement for immediate 

routingofcalls to thenearestPublicSafetyAnsweringPoint(“PSAP”), andthepassingof thecaller’s 

telephonenumber tothePSAP when acallerdisconnects before being connected toemergency services. 

However, when such service is technically feasible for VRS and Internet Protocol, Hands On commits to 
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implement suchservice. HandsOnmakesitclearonits websiteandonitspromotional materials the 

shortcomings and potential dangers of using VRS to place an emergency call using 91 1. 

5. In-call replaceiuerrt of Coriimrtriicatiorrs Assistants. 

Hands On’s VIS stay with a call for at least 10 minutes before being replaced by another VI. 

6. Gender Prefererrce. 

Hands On uses its best efforts to accommodate a VRS user’s requested Communications 

Assistant’sgenderwhen acall isinitiatedand, ifa transfer occurs, when thecall is transfemd toanother 

Communications Assistant. 

7. ASCII and Bandot. 

The requirement of capability to communicate with ASCII and Baudot is inapplicable for VRS. 

8. Speed of answer. 

The speed of answer requirement of s64.604is waived for VRS. However, it is Hands On’s goal 

to provide rapidanswerperformance, consistent with available funding. Currently, Hands On’s answer 

performanceavemgesunder30seconds.HandsOn has requested theFCC tosetafunctionallyequivalent 

speed of answer standard at the earliest possible time. 

9. Eqitd access to interexchange cam’ers. 

Theequal access requirement of 564.604 is waived for VRS. Hands On provides longdistance 

(inter-exchange) service at no charge to its users. 
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IO. Hands Oiz’s Operatiorial Scheditle Comports ivitlz tke Rides 

Under theiules,non-mandatedservices. such as VRS are not required to maintain 24 hour seven 

day a week operations. FCC Rule §64.604(b)(4). However, it is Hands On’s intent to provide 24/7 

operation as soon as economically possi ble. Hands On recently announced an expansion of its service 

hours Hands On operates with redundant features toensure reliableserviceequivalent to alocal exchange 

cmier’s central office Hands On provides service in real time and maintains adequate facilities so that 

under projected calling volume theprobabilityof a busy response due to network congestion will be 

functionally equivalent to that experienced by a voice caller over the non-TRS telephone network. 

11. Voice mail and interactive tne~izis. 

Hands On’s VIS alert deaf and hardof hearingcallers to the presenceof a recorded message and 

interactivemenus. Other requirementsrelating tovoice mail andinteractive menus has been waivedorare 

otherwise inapplicable to VRS. Hands On has asked the FCC to allow the functional equivalent of voice 

mail, video mail, for deaf persons. A ruling on that request is pending. 

12. Coinplaints. 

HandsOn maintainsalogof consumercomplaintsincludingall complaintsconcerningitsVRS 

service or concemingTRS servicein general. Thelog includesthedate thecomplaint was filed, thenature 

ofthe complaint, the date of resolution, and an explanation of the resolution. Summaries of logs indicating 

thenumberofcomplaintsreceivedforthe 12-month periodendingMay31 will besubmittedtotheFCC 

by July 1 annually. A copy of the log shall be submitted to the OD” 
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13. Contact person. 

ThecontactpersonforHandsOn for VRS consumerinfomation andcomplaintsabout Hands 

On’s service is RonaldE Obny, 595 Menlo Drive, Rocklin, CA, telephone 800-900-9478 (voice), 800- 

900-9477 (TTY), email robrav@hovrs.com. 

14. Pnblic access to inforination. 

HandsOn makes an ongoingefforts toeducatethe publicconcerningall formsofTRS. This is 

done in billing inserts, any directoiiespublished, in advertising,on Hands On’s web site, and in other 

available media of communication. 

IS. Rates. 

Usersof HandsOn’sVRS servicepaynogreaterratestlianpaidforfunctionallyequivalent voice 

communications services with respect to such factors as the duration of the call, the time of day, and the 

distancefmnthepointoforiginationandpointoftermination. Atthis time,HandsOn’sVRSis Freetothe 

end user. 

E. Annual Srinimary of Conzplnints. 

Attachedherewith inaccordancewithFCCRuleSection64.604isHandsOn’scomplaintlogfor 

the period of June 1,2004 to May 31, 2005 and a summary of complaints. 

mailto:robrav@hovrs.com
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Respectfully submitted, 

HANDS ON VIDEO RELAY SERVICES, INC. 

Lukas, Nace, Gutienez & Sachs, Chartered 
1650 Tysons Blvd, Suite 1500 
McLean, Virginia 22102 
(703) 584-8664 

June 23,2005 





HANDS ON VIDEO RELAY SERVICES 
Customer Care Log 

June 1,2004 to May 3 1,2005 

Ticket: 3134 
Ticket Opened: 06/07/04 
Customer Comments: I d  Eke to share my concerns about one of these interpreters I was very 
disappointed with the interpreter who did not repair her errors 1 wish she could check her phone number 
that she typed -My facial expression showed very confused without sign language Why did she interpret 
my facial expression? I did not feel very comfortable for the hearing interpreter to interpret my facial 
expression without my sign language. 
Resolution: Customer Care sent an email to customer asking them to capture VI number next time a 
problem happens 
Ticket Closed: 06/14/04 

Ticket: 3218 
Ticket Opened: 06/17/04 
Customer Comments: VI 445 Almost every time 1 called, I spell out my telephone numbers to the 
interpreter, She gets wrong numbers! 
Resolution: VI was provided feedback into their receptive signing skills and encouraged VI to ask customer 
if information given is not clear, to ask for claiification. 
Ticket Closed: 06/21/04 

Ticket 3237 
Ticket Opened: 06/21/04 
Customer Comments: Customer expressed outrage that he had to wait a long time before call was 
answered. 
Resolution: Call Center was experiencing a high volume of calls during the time of the customers call. 
Ticket Closed: 07/01/04 

Ticket 3263 
Ticket Opened: 06/28/04 
Customer Comments: what happen VRS not work open line VRS deaf I am remember said open and not 
open line it not work please check your office please open line VRS. 
Resolution: Call center did not experience high traffic volume and Call center ASA was within goal. 
Ticket Closed: 07/19/04 

Ticket 3289 
Ticket Opened: 07/02/04 
Customer Comments: I made a call about 10:45 pm, but no respond me. I wonder if Video Interpreters 
don't work at shift 3? Let me know what happen. 
Resolution: Call Center was fully operational and ASA was within goal. 
Ticket Closed: 07/19/04 

Ticket: 3333 
Ticket Opened: 07/08/04 
Customer Comments: VI #287 told caller that it was time to switch interpreters. The VI put the hearing 
person on hold during the switch. The caller felt it was an inappropriate switch in that the VI took too long 
to switch and left the chair empty while the hearing person was holding. 
Resolution: Both VI were re- trained on how to switch during a live call. 
Ticket Closed: 07/19/04 



Ticket: 3330 
Ticket Opened: 07108104 
Customer Comments: Caller said that he asked for a switch with VI #201 and she seemed to have a bad 
attitude and said, "What..,I just sat down You want to swilch?" The caller informed Supervisor #120 that 
the reason he asked for a switch is because the VI was wearing a red shirt and it caused her to look dark and 
green. I didn't want to struggle to see the VI. 
Resolution: VI was approached and counseled on communication skills and etiquette with customers. 
Ticket Closed: 0711 9/04 

Ticket 3374 
Ticket Opened: 07/15/04 
Customer Comments: I want telling you the truth., I try through the interpreter and then I am waiting for 
the interpreter for a long time. I don't want what happen. So please you help me. I need talk with my friend. 
Resolution: Call center was experiencing a high volume of calls during the time of the customers call. 

Ticket: 3393 
Ticket Opened: 07/21/04 
Customer Comments: I was NOT pleased with Vi #271 at all, She broke the rules of interpreting, how?? 
she assumed who I was and told the caller who i was and telling them my name and stuff without ME 
SIGNING it at all , I was not happy when the Vi told my name without my permissions and assuming the 
role themselves 
Resolution: VI was counseled and provided feedback that the messaged signed by the caller should only be 
translated, not information about the caller, 
Ticket Closed: 07/29/04 

Ticket 3444 
Ticket Opened: 07/23/04 
Customer Comments: Hello I am deaf.. I cant see the video interpreter and can't see me clear more than 
typing the messages ... 
Resolution: Workstation computer and network was tested and determined to be working properly. 
Ticket Closed: 07/26/04 

Ticket: 345 1 
Ticket Opened: 07/26/04 
Customer Comments: Caller reports that VI289 was "rude and snotty and rolled eyes when asked to slow 
down." Caller asked VI to sign a bit slower and VI replied "sir, I have to sign what hearing person says." 
Huffed and rolled eyes., Caller is somewhat "hard of seeing" and has had not other problems with VI'S 
signing a bit slower and larger. 
Resolution: VI was provided feedback from customer and informed that the VI that the customers' 
emotions should be communicated to the person on the other line. 
Ticket Closed: 08/11/04 

Ticket 3440 
Ticket Opened: 07/26/04 
Customer Comments: Customer complained they had to wait for a long duration of time before their call 
was answered by a video interpreter. Customer expressed frustration regarding the long wait time. 
Resolution: A high volume of calls were made during the time of customers call. 
Ticket Closed: 07/26/04 

Ticket 3515 
Ticket Opened: 08/04/04 



Customer Comments: Customer complained that i t  was unacceptable tohave to wait over three minutes 
for a video interpreter to answer her call. 
Resolution: The customcr called during a peak time and was experienced delays in having a video 
interpreter answer the call 
Ticket Closed: 08/13/04 

Ticket: 3551 
Ticket Opened: 08/10/04 
Customer Comments: Caller indicated that VI # 203 was extremely rude when the call didn't go through 
she kept repeatedly signing "the phone # is disconnected" over and over again. The caller tried to tell her 
just hang up He then asked for a VI switch. Caller said they did not appreciate VI #203's attitude at all. 
Resolution: VI was approached and counseled on communication skills and etiquette with customers 
Ticket Closed: 08/11/04 

Ticket: 3551 
Ticket Opened: 08/13/04 
Customer Comments: VI #416 did not do a good job - a really bad job enough for me to go here and type 
my concern. No facial expressions and her finger spelling werc bad too hard to lead her spelling, didn't look 
friendly 
Resolution: VI was approached and counseled on communication skills and etiquette with customers. 
Ticket Closed: 08/13/04 

Ticket: 3613 
Ticket Opened: 08/19/04 
Customer Comments: I had a bad experience with agent blonde, thin, older, said she supelvisor. She 
would not let me interrupt on call and put hand up and control. She tell me to wait and not say what I sign 
when I interrupt. Then she wink and smile at me. Why? She does not know me! I was frustrated and mad 
and she keeps putting up hand and say wait. I was not satisfied I called back later and nice agent #186 did 
good job, right way. I interrupt, I say what I want and then hang up tine. 
Resolution: VI was provided feedback from customer and counseled on options IO address the issue at 
hand. 
Ticket Closed: 08/27/04 

Ticket: 3650 
Ticket Opened: 08/23/04 
Customer Comments: Customer complained that VI#235 was using sidekick when caller came on screen. 
Caller had to get VI'S attention VI said "oh sorry .smile...was talking to sweetheart. 
Resolution: VI was informed that this is a direct violation of company and FCC pol~cy. Internal steps and 
course of action were taken. 
Ticket Closed: 08/31/04 

Ticket 3754 
Ticket Opened: 09/01/04 
Customer Comments: Caller reports that her VI appears blurry 
Resolution: Call center network and VI workstation was working normal. 
Ticket Closed: 09/14/04 

Ticket: 3802 
Ticket Opened: 09/07/04 
Customer Comments: VI number 157 was showing no patience as I asked her to repeat what time the 
place opens and close She made her facial expression like SIGH and told me she already told me already. 
Her attitude and patience needs to be monitored. 



Resolution: Coached VI on the importance of maintaining posture and professionalism time of during call. 
Ticket Closed: 09/23/04 

Ticket 3189 
Ticket Opened 09/07/04 
Customer Comments: Customer informed video interpreter that she is angry that she had to wait over five 
minutes for a video interpreter to answer her call She demanded an answer to why it took to long 
Resolution: Call center at the time of call was experiencing calls in the queue. 
Ticket Closed: 09/09/04 

Ticket: 3826 
Ticket Opened: 09/09/04 
Customer Comments: I am not pleased with vi#433 at all, The end user has emailed me saying she was 
terrible interpreter and I agreed with them because She had a very low confidence and kept unsuring of what 
i said and was very slow.. .she kept asking me to repeat etc. On the end user her voice sounds very confused 
and very unsure of herself causing total confusion on the end user so she had to email to clarify what we 
talked about. 
Resolution: VI was approached by supervisor and it was determined that procedures were followed. 
Ticket Closed: 09/15/04 

Ticket 3862 
Ticket Opened: 09/14/04 
Customer Comments: i t  have problem with blurry interpreter i cant see interpreter are blurry 
Resolution: Call center determined workstation and network was working properly. 
Ticket Closed: 09/21/04 

Ticket: 3813 
Ticket Opened: 09/14/04 
Customer Comments: Now, the VI #4.33 Female. She was assuming the conversation topic and 'terped the 
subject way off the point. She realized that she misunderstood my spelling.. I was stating that my wife 
expressing her concerns on my dad in law's well-being. During this call, I had to repeat my simple spelling 
words and she didn't really get what I was saying and relayed the wordings to my dad in law totally 
different. 
Resolution: VI was provided feedback into their receptive signing skills and encouraged VI to ask customer 
if infomation given is not clear, to ask for clarification. 
Ticket Closed: 09/15/04 

Ticket: 4235 
Ticket Opened: 10/3 1/04 
Customer Comments: "Interpreter 266 does not match my caller's emotions. The interpreter is too serious 
looking while my hearing caller is joking with me and I have to keep asking my friend if she is mad." 
Resolution: VI was coached and encouraged to balance expressive and verbal signing with customers. 
Ticket Closed: 11/02/04 

Ticket: 4351 
Ticket Opened: 11/15/04 
Customer Comments: Claim against VI # 157. Customer complained that VI interrupted VIC caller and 
told hearing caller that hearing people can't call into the call center. Customer was very upset and explained 
to the VI that he has done this before and it is possible to have hearing people call in on VIC. Customer 
already had HOVRS VIC 877-467-4877. Customer thinks VI was not trained in VIC. Customer told 
Customer Service Dept he would like apology from VI or call center manager. 
Resolution: VI was counseled that it is not their role to explain VRS services to person on voice line. 



Ticket Closed: 11/18/04 

Ticket 4440 
Ticket Opened: W O W 0 4  
Company: HOVRSMOSLS 
Customer Comments: hello, I file to complain, want a person who can read our ASL and speak translation 
to Spanish with hearing people Please we want Spanish Translation on this HOVRS. Because all my family 
speak Spanish. I hope get those soon 
Resolution: HOVRS does not provide Spanish translation. Services are not funded, 
Ticket Closed: 12/03/04 

Ticket 45 1 1  
Ticket Opened: 12/14/04 
Customer Comments: Caller said that is problem when they use HOVRS that she had to wait long time 
and she did not experience this with other VRS and not problem with other services. 
Resolution: Call center had calls in the queue that were waiting for answers longer than normal. 
Ticket Closed: lUlG104 

Ticket 4527 
Ticket Opened: 12/15/04 
Customer Comments: Customer inquired and expressed frustration about being able to request a Spanish 
interpreter to assist her with a call to a Spanish speaking friend. 
Resolution: HOVRS does not provide Spanish translation services. 
Ticket Closed: 12/17/04 

Ticket: 4559 
Ticket Opened: 12/20/04 
Customer Comments: The terp #408 performed poorly. She assumed what I wanted to call for, she didn't 
even bother to tell me what I need to know on menu-prompts. She just wanted to wait until the live-operator 
to assist our call., It is the way the terp taking over my call as I didn't grant her the permission to do so. 1,just 
requested a terp switch and got the call through. Just wanted to say, I didn't appreciate the work by Terp 

Resolution: Supervisor informed VI that they are required to translate verbatim what the voice recording 
says. 
Ticket Closed: 01/03/05 

Ticket: 4583 
Ticket Opened: 12/23/04 
Customer Comments: Vi#209 was wearing Big gold eanings on both ears and was very distracting when 
she moves her head, I had asked her to please remove the eamngs, and she refused and said she don't move 
that much and tried to cover her hair around it. 
Resolution: Supervisor met with VI and was informed not to wear large size jewelry. 
Ticket Closed: 01/06/05 

#4as. 

Ticket: 4579 
Ticket Opened: 12/23/04 
Customer Comments: Customer complained that VI #lo2 did not know a sign (Thanksgiving), and did not 
ask for clarification of the sign. Also, the caller did not feel like he could "click" with the interpreter call 
was not smooth maybe just not a good match. 
Resolution: VI was provided feedback into their receptive signing skills and encouraged VI to ask customer 
if information given is not clear, to ask for clarification. 



Ticket Closed: 01/05/05 

Ticket 4634 
Ticket Opened 01103105 
Customer Comments: I let you know I connected up the service and wait and wait and wait for about a 
hour later and an Video Interpreter to answer. I am requesting. to answer immediately Or improve 
answering the Video Relay Service. 
Resolution: Call center was not experiencing high volume of calls during the day and network and 
workstations were working properly. 
Ticket Closed: 01/04/05 

Ticket: 4659 
Ticket Opened: 01/07/05 
Customer Comments: "VI 277 did not do what I asked her. She was seated where it was hard for me to see 
her. I asked her to move her chair or thecamera so i could see her better. She told me 'no' and said she was 
comfortable where she was. I was upset and hung up and called back to talk to a supervisor." 
Resolution: Supervisor approached VI and informed that they are required to be in full view for the 
customer and to adhere to customer visual request. 
Ticket Closed: 01/25/05 

Ticket: 4708 
Ticket Opened: 01/19/05 
Customer Comments: Around 3 pm, Terp 455 (I am not sure if that was the right number) was assigned to 
work on the calls I was making, but to my dismay, she used a few "SEE" sign language and got me 
misunderstood several times. After I made a request to change the terp, the terp #305 (I think & she is the 
leading teip at the site at this hour) came and terp'ed my call all over again.. Wow, I actually misunderstood 
the menu options with terp 455. I did ask terp 305 to report the problem I experienced with the terp 455. The 
question is ... how can Hands On have her if she uses SEE sign language on ASL?? 
Resolution: Supervisor met with VI regarding this issue and encouraged VI to adjust signing style to insure 
that customers understand them. 
Ticket Closed 01/19/05 

Ticket 4791 
Ticket Opened: 02/02/05 
Customer Comments: Customer complains that VI is blurry. 
Resolution: Supervisor assessed the workstation and determined it was working properly. 
Ticket Closed: 02/02/05 

Ticket: 4887 
Ticket Opened: 02/15/05 
Customer Comments: Caller, "The VI did not follow my instmctions. They wasted my time by introducing 
HOVRS and then asking for 'bob'. When the VI first came on I said ask for 'Bob'. Period! VI 186 does not 
follow my instructions. Some of your VIS do and some do not follow my orders. 
Resolution: Supervisor reviewed situation with VI and determined that VI followed procedures. 
Ticket Closed: 02/17/05 

Ticket: 4946 
Ticket Opened: 02/24/05 
Customer Comments: VI #420 is very disappointing interpreter. He had a hard time with #420. Even his 
brother told him that she was the worst interpreter he ever had on VRS 
Resolution: VI met with supervisor regarding signing skills. VI was encouraged to participate in RID 



development courses and training. 
Ticket Closed: 03/02/05 

Tickek 4953 
Ticket Opened: 02J25105 
Customer Comments: VI 157 answered a call, and the caller signed "read what I wrote and get me live 
person". VI processed the call and interpreted the phone tree, which stated the business was closed. The 
caller blamed the VI. The VI felt the signing style was very abusive towards her. 
Resolution: VI met with supervisor and both determined that procedures were appropriately followed. 
Ticket Closed: 03/02/05 

Ticket: 5003 
Ticket Opened: 03/07/05 
Customer Comments: VI 410 (F) -- she doesn't know what she is doing??? I wasn't able to see her, and I 
hang up and hoping that she would call me!! She hung up and left the chat box! I didn't make any calls! 
Next time she should ask me. 
Resolution: Supervisor met with VI regarding this case and determined that procedures were appropriately 
followed. 
Ticket Closed: 03/07/05 

Ticket 5085 
Ticket Opened: 03/30/05 
Customer Comments: Customer had question about Spanish and demanded to know why HOVRS does 
not provide Spanish services. 
Resolution: Hands On does not provide Spanish interpreting services. 
Ticket Closed: 03/30/05 

Ticket: 5233 
Ticket Opened: 05/06/05 
Customer Comments: Customer said that VI #460 did not accept customer's suggestion on proper signing 
such as the phone ringing sign. VI refused to accept suggestion and said that she prefers her way. 
Resolution: VI was counseled on the importance of maintaining posture and professionalism when input in 
provided by customer, Encouraged VI to respond that input is valued and will be considered. 
Ticket Closed: 05/11/05 

Ticket 5256 
Ticket Opened: 05/17/05 
Customer Comments: Caller complaining that Dlink is choppy and slow. I see caller with modeiate 
breakup, but caller is understandable. 
Resolution: Call center supervisor tested the workstation for internet connection and video quality and 
determined the station to be working. 
Ticket Closed: 05/17/05 

Ticket 5264 
Ticket Opened: 05/17/05 
Customer Comments: Hello! I am complaining about the vrs don't have Spanish agent so, you know that I 
need to communication with my family cuz they speak SPANISH ONLY! How can I communication with 
them that's NOT FAIR! I NEED TO KNOW ABOUT THEM ... PLEASE suggestion for speak SPANISH 
TO SPANISH OR SPEAK SPANISH TO ENGLISH ... 
Resolution: HOVRS does not provide Spanish translation due to funding of service. 
Ticket Closed: 05/17/05 



Ticket 5272 
Ticket Opened: 05/20/05 

Customer Comments: Customer comp\ained khat they could not see video and that the video in\eipre\er 
was moving too slow and choppy. 
Resolution: Video Station was working property and network was tested and determined to being in 
working properly. 
Ticket Closed: 05/20/05 

Ticket: 5271 
Ticket Opened: 05/20/05 
Customer Comments: V1#280 and 155. Started with VI#280, caller told VI to hold clearly., VI 280 though 
caller called her, "bitch". Caller said that it did not say that. Caller clearly said "Hold". Wanted to switch VI 
and VI refused but then switched to 155 and 155 had rude attitude manner with caller. 
Resolution: VI'S were counseled to call supervisor i f  interaction between caller and VI escalates. 
Ticket Closed: 05/23/05 
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